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informaciuli teqnologiebis gamoyeneba servisis sferoSi

naira RvedaSvili, saqarTvelos SoTa rusTavelis Teatrisa 
da kinos saxelmwifo universitetis profesori

reziume

servisul firmebs sxvadasxva saxis da donis 
informaciuli sistemebi aqvT. esenia: operaciu-
li, marketinguli, finansuri, buRaltruli da 
a. S. aseTi sistemebi maT adrec qondaT, magram 
axla es sistemebi kompiuterizebulia (gansa-
kuTrebiT ganviTarebul qveynebSi). 

informaciuli teqnologiebis da saerTod 
teqnikuri siaxleebis danergviT kompaniis 
konkurentuli upiratesobis miRweva da SenarCu-
nebaa SesaZlebeli. konkurentul upiratesobad 
servisis sferoSi SeiZleba iqces momsaxurebis 
siswrafe, dabali fasi, maRali xarisxi servisis 
paketis sididis gazrda da sxva. amis uzrunve-
lyofa SeiZleba mxolod axali teqnologiebis 
meSveobiT. informaciuli teqnologiebis gamoy-
enebis SesaZleblobebi servisul sferoSi metad 
didia. farTod gavrcelda igi sabanko seqtorSi 
(bankomatebi, fulis eleqtronuli gadaricxva  
da sxva), medicinaSi (tomografiuli skanerebi, 
embrionuli  monitoringi da sxva), ganaTlebaSi 
(interneti, eleqtruli informaciuli tablo, 
masalis multimediuri prezentacia), komunika-
ciebSi (optikuri safosto skaneri, kontrolis 
avtomatizacia), transportSi (navigaciuri sis-
temis Tanamgzavrebidan marTva), restornebSi 
(xorcis avtomaturi daWra, kontrolis opti-
kuri skanerebi) da sxva sferoebSi. TiTqmis yve-
la servisul sawarmoSi aris danergili kompiu-
terebi, qserosebi, informaciis optikuri ga-
dacemis xelsawyoebi da sxva. yvela SemTxvevaSi 
isini mimarTulia momxmareblebis an maTi qoneb-
is momsaxurebisaTvis, informaciis dasamuSave-
blad da momsaxurebis axali saxeobebis Sesaqm-
nelad da sxv.

Summary

The use of informational technologies 
in the field of service

Service companies have different types and levels of 
informational systems. These are: operational, marketing, 
financial, accounting, and so on. They have had such sys-
tems before, but now these systems computerized (Espe-
cially in developed countries).

It is possible to maintain and achieve the competitive 
advantage of the company by developing information-
al technologies and generally by technical innovations. 
The competitive advantage in the field of service can be: 
prompt service, low price, high quality, increasing the size 
of the package of services and etc. This is possible only 
through the new technologies. The use of informational 
technologies has a great potential in the field of service. It 
is widely spread in the banking sector (ATMs, electronic 
money transfer, etc.), Medicine (tomography scanners, em-
bryonic monitoring, etc.), Education (Internet, Electronic 
Information Board, a multimedia presentation of the ma-
terial), Communications (optical Postal Scanner, Control 
Automation), Transport (navigation system management 
from satellite), Restaurants (automatic meat cutting, opti-
cal scanners of control) and in another fields. Computers, 
Xerox, optical line transmission equipment and etc are im-
plemented almost in every service enterprises. In all cases, 
they are focused on services of users or of their property, 
for processing information and the creating of new types of 
services and so on.
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* * * * * *

Jurnal ,,fortunas’’ erT-erT naSromSi wai-
kiTxavT amerikeli mecnierebis aseT gancxade-
bas: ,,Tanamedrove korporatiuli amerika Send-
eba ara agurisa da betonisagan, aramed upi-
ratesad inteleqtualuri kapitalisagan.’’ am 
azrs iziareben sxva ganviTarebuli qveynebis 
mecnierebic. isini exlanden ekonomikas Tvlian 
codnaze da informaciaze dafuZvnebul momsax-
urebis ekonomikad.

 maSasadame, ganviTarebis Tanamedrove etapze 
wina planze wamoiwia momsaxurebam anu servisma, 
romelic uzrunvelyofili iqneba codniT da in-
formaciiT. erTic da meorec inteleqtualuri 
kapitalia. 

 momsaxureba SeuZlebelia informaciis gare-
Se. momsaxurebis procesSi informacia Semavali 
resursia. mis generirebas axdens sainformacio 
sistema. igi sam funqcias asrulebs:

•	 informaciis miReba;
•	 informaciis gadamuSaveba;
•	 informaciis gamoSveba. 
 sainformacio sistema informacias iRebs 

faqtebis, ricxvebis, sityvebis, niSnebis da sim-
boloebis saxiT. maT yvelas monacemebi ewode-
baT. informaciuli sistemisaTvis monace-
mebi aris Semavali resursi, anu ,,nedleuli,’ 
romelic man unda gadaamuSaos. gadamuSavebis 
Semdeg sistema uSvebs ukve ara imave monacemebs 
Tu cifrebs, aramed informacias, rogorc maT 
saxeSecvlil formas, iseTs, rogoric is adami-
anebs sWirdebaT. es aris sainformacio sistemi-
dan gamomavali nakadi, anu informacia. 

 servisul firmebs sxvadasxva saxis da donis 
informaciuli sistemebi aqvT. esenia: operaciu-
li, marketinguli, finansuri, buRaltruli da 
a. S. aseTi sistemebi maT adrec qondaT, magram 
axla es sistemebi kompiuterizebulia (gansa-
kuTrebiT ganviTarebul qveynebSi).

 informaciuli sistemebi gansxavavdebian 
donis mixedviTac. arseboben gadawyvetilebis 
miRebis sistemebi, strategiuli donis sisteme-
bi, eqspertuli sistemebi, gonebrivi Sromis mu-
SakTa informaciuli sistemebi da a. S. resurseb-
is dagegmvis sistemebi da sxva. 

 yvela am sistemebis saerTo problema aris 
maTi araTavsebadoba. erTi da igive monaceme-
bi ikribeba da inaxeba sxvadasxva sistemaSi da, 
rogorc wesi, am sistemebis informacia urTi-
erTSeTanxmebuli ar aris. swored amis Sede-
gia monacemTa araerTgvarovneba, uzustoba da 
saboloo jamSi informaciuli teqnologiebis 
araefeqtianoba. 

 ucxoeTis ekonomikaSi TiTqmis Camoyalibe-
bulia stereotipi, rom servisuli firma es 
aris patara, masobrivi procesebis mqone sa-

warmo, romelic ar saWiroebs investiciebs 
teqnologiebSi. garkveulad amas imanac misca 
safuZveli, rom Tu sxva sferoSi Cans teqnolo-
giebSi daxarjuli investiciebis efeqtianoba 
(mogebis maCvenebliT), servisul sferoSi es ar 

Cans.1 am situacias ,,informaciuli teqnolo-
giebis paradoqsic’’ ki daarqves. mecnierebs sak-
maod gauWirdaT amis axsna. amerikis mecniereaTa  
erovnuli  akademiis komitetma  Tavis angariSSi 

amis mizezad daasaxela:2
1. informaciuli teqnologiebis instrumen-

tariumis araswori da arakompetenturi gamoy-
eneba adgilebze;

2. sxva faqtorebis zemoqmedeba (saqme isaa, 
rom efeqtianobas mxolod informaciuli te-
qnologiebi ar qmnian. masze sxva faqtorebic 
moqmedeben da SeiZleba isini (da ara infor-
maciuli teqnologiebi) moqmedeben masze uary-
ofiTad;

3. efeqtianobis (mwarmoeblurobis) gansaz-
Rvris arasrulyofili meTodika;

4. dagvianebis efeqti (SeiZleba informaci-
ulma teqnologiebma myisierad ki ara, aramed 
momaval periodSi mogvces efeqti);

5. agregirebis done (informaciuli teqnol-
ogiebis efeqtianoba iangariSeba firmis doneze. 
es agregirebis metad dabali donea. umjobesia 
misi angariSi makroekonomikur doneze).

am pirobebis Sesaxeb miuTiTeben sxva av-
torebic. magaliTad, korporacia ,,qseroqsis’’ 
informaciuli ganyofilebis direqtori pol 
strasmanis azriT, informaciuli teqnologieb-
is dabali efeqtianoba kompiuterebis brali ki 
ar aris, aramed im adamianebis, romlebic maT 

araefeqturad iyeneben’’.3 igive azrisaa mene-
jmentis guru piter drukeri. igi wers ,,war-
moebis instrumentebi uwyoben xels Tu uSlian 
Sromis mwarmoeblurobis amaRlebas es im ada-
mianebze aris damoikdebuli, romlebic maTTan 
muSaoben.’’

yovelive zemoTqmulidan is daskvna keTdeba, 
rom servisis sferos organizaciebi ar unda 
SeuSindnen im mosazrebas, TiTqos  informaci-
uli  teqnologiebi efeqts ar iZleva. mxolod 
saWiroa maT personali moamzadon ise, rom maT 
SeZlon am axali informaciuli teqnologiebis 
uSecdomod da srulad gamoyeneba. dasavleTSi 
amas asec akeTeben da iq servisuli organiza-
ciebi abandeben investiciebs informaciul te-

1    К. Хаксевер, Б. Рендер, Р. Рассел, Р. Мердик. ,,Управление и 
организация в сфере,’’ услуг 2-е изд. СПБ Питер. 2002. ст. 213

2   committee to the Impact of Information Texnology on the 
Performance  of  Service Activites, Information Texnology in the Service 
Society(Washington, DC, National Akademy Press 2000).pp. 27-29.

3   Paul A. Strassman, ,,Will Big spending on Comhuters 
Cuarantee Profitability?’’
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qnologiebSi Semdegi mizezebis gamo:4

•	 sabazro wilebis SenarCuneba an zrda;
•	 riskebisgan anda alternatiuli danaxar-

jebisagan Tavis arideba (magaliTad, aero-
portebi feTqebadi nivTierebebis aRmomCen 
deteqtorebs, imisTvis, rom Tavidan ai-
cilon teroristuli aqtebi da sxv.);

•	 moqnilobis informaciuli sistemis Seqmna 
Secvlil garemoze adaptirebisTvis;

•	 kompaniis Siga garemos gaumjobeseba;
•	 momsaxurebis xarisxis gaumjobeseba (xarisx-

is amaRleba iwvevs  momxmarebelTa kmayo-
filebas, rac Tanamedrove pirobebSi kompa-
niis mTavari amocanaa).

am CamonaTvals SeiZleba daematos infor-
maciuli teqnologiebis da saerTod teqnikuri 
siaxleebis danergviT kompaniis konkurentuli 
upiratesobis miRweva da SenarCuneba. konkuren-
tul upiratesobad servisis sferoSi SeiZleba 
iqces momsaxurebis siswrafe, dabali fasi, maRa-
li xarisxi servisis paketis sididis gazrda da 
sxva. amis uzrunvelyofa SeiZleba mxolod axa-
li teqnologiebis meSveobiT.

informaciul teqnologiebSi progresi 
strategiuli aliansebis Seqmnis saSuale-
bas iZleva. maT sxvadasxva msxvili servisuli 
firmebi qmnian. isini erTi  dargis farglebSic 
iqmnebian da sxvadasxva dargTaSorisac. pirvel-
is samagaliTod gamodgeba aviaxazebis cnobili 
aliansebi—Northwest Airlines Continental,’’,,Air Cana-
da,’’ ,,Lufthansa’’ da sxvebi. isini monacemTa saer-
To bazebs iyeneben. es maT saSualebas aZlevs 
gaaerTianon frenebis ganrigebi da gayidon bi-
leTebi aliansSi gaerTianebul yvela aviaxazze. 
aseTi organizacia misaRebia mgzavrebisTvis 
radgan maT erT adgilas SeuZliaT alianSi gaer-
Tianebul nebismier aviaxazze bileTis yidva. 
aliansis meore formis samagaliTod gamodgeba 
aviaxazebis da komerciuli bankebis aliansebi 
(magaliTad, ,,Citibank & American Airlines’’).

 amJamad, servisuli sawarmoebi yoveli zomiT 
cdiloben bazarze konkurentuli upiratesobis 
miRwevas. profesori Leonard beri amisaTvis maT 
,,teqnologiebis gamoyenebaSi Semdeg rCevebs 
sTavazobs:5

•	 gamoiyenon mTlianobiTi midgoma. es imas ni-
Snavs, rom teqnologiuri siaxlis danergvas 
marto teqnologiebidan ki ar unda hqondes 
mxardaWera, aramed servisuli sawarmos 
mTeli xelmZRvanelobidan;

•	 moaxdinon efeqturi sistemebis avtoma-
tizacia. e. i. moaxdinon iseTi procesebis 
da operaciebis avtomatizacia, romlebic 

4  Information Texnology in the Service Society, pp. 12-13.

5  Leonard L Berry, On GreatService: A Framework for Action 
(New York, TheFree Press.2005), pp.147-155.

efeqturi arian. amitom manam sanam sawarmo 
moaxdendes teqnologiebSi investirebas, 
man unda Seiswavlos sistemis Semadgeneli 
elementebis da procesebis mdgomareoba da 
is procesebi gaauqmos, romlebic ar arian 
efeqturi;

•	 gadawyvitos arsobrivi problemebi. imisaT-
vis, rom teqnologia efeqtiani iyos, auci-
lebelia igi servisuli momsaxurebis namd-
vili problemis gadawyvetisTvis iyos mima-
rTuli;

•	 SesTavazos didi arCevani da kontroli. 
roca firma momxmarebels momsaxurebis did 
arCevans aZlevs maT, isini ufro Tavisu-
flad akeTeben arCevans, firmis TanamSrom-
lebs ki saSualeba eZleva maqsimalurad 
gaakontrolon momxmarebelTa qcevebi;

•	  moaxdinon ZiriTadi teqnologiebis opti-
mizeba. servisul sawarmoSi process romel-
Sic axali teqnologiis danergva xdeba aqvs 
maRal da dabalteqnologiuri komponente-
bi. dabalteqnologiuri konponentebi igive 
dros dabalefeqturebic arian. firmam unda 
izrunos imaze, rom axali teqnologiebi 
dainergos ZiriTad (sabazo) procesebSi, 
radgan isini mas did sargebels miscemen;

•	 moaxdinos adamianebTan pirad midgomebis da 
maRali teqnologiebis gaerTuianeba. roca 
teqnologiebi kompetenturad gamoiyeneba, 
maSin Cqardeba momxmareblebis momsaxurebis 
procesi. zogierT momxmarebels  ar mos-
wons roca adamianebis nacvlad  maT teqni-
kis (danadgarebi, mowyobiloba) meSveobiT 
emsaxurebian. es imas niSnavs, rom uari vTq-
vaT axal teqnika-teqnologiaze, magram arc 
is SeiZleba, rom adamienebi mTlianad gam-
ovrToT momsaxurebis procesidan. teqnika-
teqnologia maT Seumsubuqebs Sromas da 
miscems maT damatebiT dros, imisTvis, rom 
meti yuradReba miaqcion   momxmarebels.

informaciuli teqnologiebis gamoyenebis 
SesaZleblobebi servisul sferoSi metad did-
ia. farTod gavrcelda igi sabanko seqtorSi 
(bankomatebi, fulis eleqtronuli gadaricxva  
da sxva), medicinaSi (tomografiuli skanerebi, 
embrionuli  monitoringi da sxva), ganaTlebaSi 
(interneti, eleqtruli informaciuli tablo, 
masalis multimediuri prezentacia), komunika-
ciebSi (optikuri safosto skaneri, kontrolis 
avtomatizacia), transportSi (navigaciuri sis-
temis Tanamgzavrebidan marTva), restornebSi 
(xorcis avtomaturi daWra, kontrolis opti-
kuri skanerebi) da sxva sferoebSi. TiTqmis yve-
la servisul sawarmoSi aris danergili kompiu-
terebi, qserosebi, informaciis optikuri ga-
dacemis xelsawyoebi da sxva. yvela SemTxvevaSi 
isini mimarTulia momxmareblebis an maTi qoneb-
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is momsaxurebisaTvis, informaciis dasamuSave-
blad da momsaxurebis axali saxeobebis Sesaqmne-
lad. am ukanasknelis sasargeblod bevri magali-
Tis CamoTvla SeiZleba. esenia kompiuteruli 
TamaSebi, programuli uzrunvelyofa, inter-
netis momsaxureba, veb-gverdebis momsaxurveba 
da mravali sxv.

amrigad, servisis sferoSi teqnologiebis 
danergvis  araefeqtianobis problema, romli-
Tac Cven mocemuli statiis wera daviwyeT, mar-
Talia isini myisierad ver gauzrdian mogebas, 
magram gauumjobeseben momsaxurebis xarisxs, 
daaCqareben siswrafes, gaaadvileben momsaxure-
bis process, Seqmnian momsaxurebis axal saxeebs, 
rac gamoiwvevs momxmarebelTa kmayofilebas da 
maTi wris gafarToebas. momxmarebelTa wris ga-
farToebidan da maTi kmayofilebidan ki mogebis 
gazrdamde erTi nabijia. 

 ase, rom servisis sawarmoebis direqtorebo, 
gabedulad daxarjeT fuli teqnika-teqnol-
ogiebis danergvaSi. isini Tqven aucileblad 
gagizrdian mogebas.


